Abstract : Patient satisfaction has become an important indicator to measure the quality of care rendered to the patients while in hospital. Patient satisfaction surveys can help identify ways of improving nursing and health care services. The present study was planned to assess the patient satisfaction with nursing care in selected public and private hospitals. This descriptive study was conducted on 1200 inpatients admitted in general medical, surgical, orthopedics and maternity wards of selected private and public hospitals at Ludhiana, Punjab. Patients with age of 18 years and older, conscious and oriented were face-to-face interview using structured Interview Schedule for which validity and reliability was ensured. A written permission was obtained to conduct study from competent authority of institute and an informed consent was taken from each participant, further confidentiality of information and anonymity of subjects was maintained. It was found that mean patient satisfaction with nursing care score was significantly higher in private hospitals (80.83±15.88) as compared to public hospitals (64.88±21.36) (P<0.001). Patient satisfaction with nursing was not different in selected medical, surgical, orthopedics and maternity unit; while it was significantly in all the units in private hospitals as compared to public hospitals (p<0.001). Patient satisfaction in all the selected eight dimensions of nursing care score was significantly higher in private hospitals as compared to public hospitals (P<0.001). However, communication and offering emotional support dimensions of nursing care had lowest score in both private and public hospitals. Therefore, it is recommended to plan and implement the training programs needed for nurses to improve their knowledge and skills of communication and use of emotional support measures for the patients.
Introduction
In today's fast-paced, complex and highly regulated health care environment, it is essential to achieve patients' recovery as rapidly as possible and so that ultimately with full satisfaction patients leave the hospital. Studies have shown that satisfaction with nursing care is the best indicator of patients' satisfaction with healthcare facilities. Nursing care is one of the significant components in the patient care administration. 1 It consists of helping the patients in monitoring personal hygiene, helping in nutrition, environmental sanitation, examination, maintaining body temperature, providing safety and comfort, helping in respiration, rest, sleep and exercise, helping in adaptability, providing health education etc. Nursing has always been directed to keep people healthy and provide comfort, care and assurance to the patients. The nursing care therefore may involve any number of activities ranging from carrying out complicated technical procedures to something as simple as holding a hand of the patient. The central focus of nursing care is the person receiving care and included the physical, emotional, social and spiritual dimensions of that person. Nursing care therefore refers to care of others. 2 Evaluating to what extent patients are satisfied with nursing care, is clinically relevant, as satisfied patients are more likely to comply with treatment, take an active role in their own care, 3 continue using health care services and stay within a health provider (where there are some choices). 4 In addition, nursing professionals may benefit from satisfaction surveys that identify potential areas for service improvement and health expenditure may be optimized through patientguided planning and evaluation.
Patients' satisfaction with nursing care is an important component for all health care professionals. This is especially true when attempts are being made to measure or change the quality of health care services in a hospital. From a patient perspective, their satisfaction with care can be influenced by several factors such as their expectations, attitudes and prior experience with hospital care. Finally, satisfaction with care is an area of concern that has to be addressed when nursing care is being monitored because caring has been recognized as being central to nursing practice, but perhaps it has never been more important ever before than today. 6 Patients' satisfaction with nursing care has been a long standing concern of policy makers, administrators, teachers as well as researchers. Nonetheless, its utility as a predictor of outcomes of hospital nursing care has not been conclusive, although some evidence supports relationship between satisfaction with nursing care and health care outcome. 7 Nursing profession has often used patients' outcome as a measures to evaluate the health care services provided to patients. In other words, patients' satisfaction assists in the evaluation of the nursing care efficiency. Moreover, it also assists in bringing improvements in the established nursing practices. Above all patients' satisfaction has become an outcome indicator of quality and efficiency of a composite health care system. Patients' satisfaction measurement can also be seen as a therapeutic intervention, an important criterion for making and evaluating organizational and administrative decisions, and a tool for patient client marketing or also as an ethical obligation which has the potential to humanize care. Patients' satisfaction with nursing services gained significant importance, owing to the nature of nursing. The nurses work more closely with the patients than any other health professional i.e. seven days a week and 24 hours a day. 8 The patient, therefore, can judge the over all quality of hospital services on the basis of his perception to nursing care received.
Patients' satisfaction is an important measure of service quality in health care systems. Patients' perception to health care system seem to have been largely ignored by health care administrators in developing countries. 7 Furthermore, in our scenario there is lack of empirical evidences on this subject of inquiry. Therefore, this study was planned to assess the patient satisfaction with nursing care.
Objectives:
To assess the overall patient satisfaction with nursing care.
To compare the patient satisfaction with nursing care admitted in selected different general units i.e. medicine, surgery, orthopedics and maternity units.
To determine the patient satisfaction with different dimensions of nursing care.
Materials and Methods:
Research design & setting: The present research study was conducted using comparative descriptive research design. This study was conducted in Ludhiana. Population, sample and sampling: The present study was conducted on 1200 indoor patients admitted four types of general wards (medical, surgical, orthopedics and maternity) of each selected hospital. Study sample of 1200 patients was selected using convenient sampling technique, where 300 patients were selected from each hospital by taking 75 patients from each ward i.e. medical (75), surgical (75), orthopedics (75) and maternity (75).
Inclusion and exclusion criteria:
In present study only patients recruited who were of more then 18 years of age, conscious, had a stay of more then a week in hospital and were willing to participate in study. However, patients with sensory impairment, disoriented patients, patients with psychiatric illness and who were not willing to participate in study were excluded from study sample.
Tool and methods of data collection:
A structured interview schedule was developed on basis of Watson (1979) eight dimensions of nursing care i.e. attentiveness, availability, emotional support, clinical and technical skills/ competences, interpersonal relationship, information and communication, knowledge and professionalism of nurses. There were total thirty-two items to collect data regarding patients' satisfaction with nursing care, consisting of four items under each dimension/ category of nursing care. Each statement was judged to rate on four points Likerts' scale i.e. Highly satisfied, Moderately satisfied, Uncertain, dissatisfied and to each rating 3, 2, 1, 0 score was given respectively making a total maximum score of 96 and minimum zero. Patient' overall score between 65-96 was considered highly satisfied with nursing care, score between 33-64 considered moderately satisfied and score between 0-32 was considered as undecided/ dissatisfied. For each category/ dimension maximum score was 12 and minimum was zero. For each individual category score between 9-12 was considered as highly satisfied, score between 5-8 was considered as moderately satisfied and score between 0-4 was considered as undecided/dissatisfied. Content validity of the tool was established by seeking the inputs from 5 experts form the field of nursing, healthcare administration, nursing administration and patient satisfaction research. Reliability of the data collection tool of patient satisfaction with nursing care interview schedule was computed on the data of 50 patients using split half technique; it was found reliable (r=0.89). After minimum of one week stay in hospital, patients were interviewed face-toface for data collection to know their satisfaction with nursing care using the developed interview schedule of patient satisfaction with medical care. Each patient was privately interviewed at their bedside as per their convenience and it took about 10-12 minutes to interview each patient. Furthermore, patients were interviewed in the absence of any of the healthcare provider of the institute but patients were given liberty to provide information in the present of their family members as per their choice.
Ethical consideration: This was a nonexperimental study; however, permission was obtained from Institutional Ethical Committee, competent authorities of the hospitals and departments. Furthermore, an informed consent was from each study subject and confidentiality of information and anonymity of subjects was ensured. The respondents were given freedom to participate or quit out the study without any harm or discrimination; furthermore, patients' comfort was maintained during interview.
Methods of data analysis:
The data was analyzed and presented using descriptive and inferential statistics. In descriptive statistics graphs, frequency tables, mean, standard deviation were used; while in inferential statistics 't' test and chi-square tests were used as the test of significance.
Results

Socio-demographic profile of patients:
Socio-demographic profile of the patients under study is presented in Table 1 . Total 1200 patients were selected form both government and private hospitals. Nearly half of the patients were in age group of 18 to 30 years, followed by about one fourth of the patients in the age group of 31 to 40 years. Nearly 20 percent of the subjects were in the age group of 46 to 50 years, which included 25 percent from private hospitals and 14.3 percent from government hospitals. Close to 10 percent patients belonged to the age group of sixty plus, which included 13 percent from private hospitals and 6.5 percent from government hospitals. As per gender of patients, nearly equal number of male (53.8 percent) and female (46.2 percent) patients were included in the study. Majority of the patients i.e. 83.5 percent were married followed by 12.8 percent unmarried, 2.7 percent widow/widower and one percent divorced/ separated. Similar pattern was observed in both government and private hospitals.
In present study two-third of urban patients visited both public (61.7%) and private (61.8%) hospitals, while rural patients constituted only 37.2% in public hospitals and 38.3% in private hospitals. However, few patients (1.0%) from slums only visited public hospitals. As preferences of health care facility was concerned, majority of the Punjabis were seeking their health care from private hospitals and little less than fifty percent of the Punjabis were seeking their health care from government hospitals. About 50 percent of the patients seeking inpatient services in government hospitals were basically from UP and Bihar, while only 6.8 percent of them were seeking health care from private hospitals. Close to six percent of Himachali were seeking health care services from private hospitals and 1.5 percent of them were seeking health care from government hospitals. 
Mean patient satisfaction with nursing care
Mean patients' satisfaction score with nursing care in selected hospitals may be perused from Table-2. It was found that in government hospitals mean percentage of patients' satisfaction score was 67.6 percent of the total score; while in private hospitals mean percentage of patients' satisfaction score Level of patients' satisfaction with nursing care in selected government and private hospitals is illustrated in Table- 3. It was found that 91.8 percent of the patients were satisfied with nursing care in government hospitals (48 percent highly satisfied, and 43.8 percent moderately satisfied), while in private hospitals 99.3 percent patients were satisfied with nursing care (68.5 percent highly satisfied, and 30.8 percent moderately satisfied). In government (91.8 percent) as well as private hospitals (99.3 percent) patients reported high level of satisfaction with nursing care. However, there were more number of patients dissatisfied with nursing care in government hospitals (8.2 percent) as compared to private hospitals (0.7 percent). This difference was found statistically significant (p<0.001). selected clinical specialties in government hospitals, orthopedic patients (60.6 percent) were having lower mean satisfaction score, followed by medicine (63.3 percent), surgery (67.5 percent) and maternity (68.1 percent). In private hospitals, patients' satisfaction was not much different in four selected clinical specialties viz. surgery (79.1 percent), medicine (80.6 percent), orthopedics (81 percent) and maternity (82.7 percent). Mean satisfaction score of patients with different dimensions of nursing care is depicted in Table- 5. It was found that in government hospitals satisfaction score for different dimensions of nursing care ranged between, 6.83 to 8.97 (maximum 12 for each category). Mean percentage of satisfaction score ranged between 56.9 to 74.6 percent, where lowest mean percentage of satisfaction score was observed for communication (56.9 percent), followed by emotional support (60.8 percent), interpersonal relationship (68.8 percent), Nurses' professional knowledge (68.8 percent), availability (69.6 percent), attentiveness (70.9 percent), professionalism (70.9 percent); and highest mean percentage of satisfaction score was found for clinical skills of nurses (74.6 percent). In private hospitals the mean satisfaction score was higher in all the dimensions of nursing care as compared to government hospitals, which ranged between 9.22 to 10.34 (maximum 12 score for each dimension), which was found statistically significant (p<0.001). Whereas the lowest mean satisfaction score was observed for communication and in contrary, highest satisfaction score was observed for interpersonal relationship dimension of nursing care.
Discussion
Patient satisfaction has become an important indicator to measure the quality of care rendered to the patients while in hospital. Iyer A et al (1996) 15 also found high level of satisfaction with care provided by doctors (88.6 percent) and nurses (91.9 percent). Explanation of high level of satisfaction among patients in government hospitals was provided by mentioning that only the poor, migrated population, less educated, and occupation of more in non-skilled category visited the public hospitals, besides, their own daily living conditions are several times worse than the general conditions existing in the public hospitals. As such they feel grateful to whatever care comes in their way.
Present study compared patients' satisfaction with nursing care in government and private hospitals, where patients in private hospitals were more satisfied with nursing care as compared to government hospitals. Similar findings reported by one Indian study (Sreenivas and Prasad (2003) 16 , where it was found that patients were more satisfied in corporate managed hospitals, followed by private hospitals, while there was least satisfaction among patients in government hospitals. Findings were further supported by Taner and Antony (2006) 17 and Andaleeb (2000). 18 It was found that in all selected clinical specialties patients' satisfaction was higher in private hospitals as compared to government hospitals, which was found statistically significant (p<0.001). Among four selected clinical specialties in government hospitals, orthopedic patients (60.6 percent) were having lower mean satisfaction score, followed by medicine (63.3 percent), surgery (67.5 percent) and maternity (68.1 percent). In private hospitals, patients' satisfaction was not much different in four selected clinical specialties viz. surgery (79.1 percent), medicine (80.6 percept), orthopedics (81 percent) and maternity (82.7 percent).
Mean satisfaction score of patients with different dimensions of nursing care was studied and it was found that in government hospitals satisfaction score for different dimensions of nursing care ranged between, 6.83 to 8.97 (maximum 12 for each category). Mean percentage of satisfaction score ranged between 56.9 to 74.6 percent, where lowest mean percentage of satisfaction score was observed for communication (56.9 percent), followed by emotional support (60.8 percent), interpersonal relationship (68.8 percent), Nurses' professional knowledge (68.8 percent), availability (69.6 percent), attentiveness (70.9 percent), professionalism (70.9 percent); and highest mean percentage of satisfaction score was found for clinical skills of nurses (74.6 percent). In private hospitals the mean satisfaction score was higher in all the dimensions of nursing care as compared to government hospitals, which ranged between 9.22 to 10.34 (maximum 12 score for each dimension), which was found statistically significant (p<0.001). Whereas the lowest mean satisfaction score was observed for communication and in contrary, highest satisfaction score was observed for interpersonal relationship dimension of nursing care. Renzi C et al (2001) 19 mentioned that improving the nurses' interpersonal skills could increase patients' satisfaction which was likely to have a positive effect on treatment adherence and health outcome.
The overall patient satisfaction with nursing care was high in selected public as well as private hospitals. However, patient satisfaction with nursing care was high in all the dimensions of nursing care in private hospitals as compared to government hospitals. Furthermore it was found that patient satisfaction with nursing care in medical, surgical, orthopedic and maternity wards was not significantly different in selected public and private hospitals. However, it was found communication and emotional support dimension of nursing care needs improvement to further enhance patients' satisfaction with nursing care in selected public and private hospitals. Therefore, it is recommended to plan and implement the training programs needed for nurses to improve their knowledge and skills of communication and use of emotional suppor t measures for the patients.
